
3-1-1 Holiday Travel  
Communications Best Practices 

 
As the busy holiday travel season approaches, the Transportation Security Administration 
(TSA) wants the millions of travelers who will take to the skies to reach their destination 
safely.  Since the attacks of 9/11, security is no longer a spectator sport.  We rely on a 
well informed public to assist us in the screening process.  By knowing the rules and 
coming to the airport prepared, travelers can have a big impact on wait times and ensure 
they have a pleasant travel experience.   
 
This year many travelers will be taking to the skies for the first time since a ban on 
liquids, gels and aerosols was put in place on August 10, 2006. TSA has already begun to 
see wait times increase at several airports nationwide as the public learns these new 
procedures and passenger volumes continue to climb towards the holiday travel season. It 
is imperative for all of us in the aviation industry to reach out to the traveling public 
before they get to the security checkpoint. 
 
This is where you can help.  As a security partner with TSA, you have access to a wide 
range of resources that can help us get the word out to travelers about new security 
procedures before they reach the checkpoint and in many cases before they even step foot 
in the airport terminal.  Below are a collection of best practices that airports, airlines, 
government and the private sector have undertaken.  We know that resources are limited 
and appreciate any support you can provide in this effort.  If you have questions about 
any of these measures, want to see a template or have ideas of your own you can contact 
your local TSA Public Affairs Officer or Darrin Kayser in TSA’s Office of Strategic 
Communication and Public Information at (571) 227-2963. 
 
Together we can educate the traveling public and ensure a safe and smooth holiday travel 
season. 
 
How You Can Help 
1)  Weblinks to the TSA web site 
A number of industry partners and airlines have already posted the 3-1-1 icon on their 
web site with a link to www.tsa.gov/311  A big thank you to the Travel Industry 
Association of America who placed the 3-1-1 icon on their site at 
http://www.tia.org/index.html.  Icons have also popped up on www.dhs.gov and some 
airport and airline websites. 
 
 
 
 
 
 



 
2)   Emails to Customers, Members, Employees and Friends 
The U.S. Chamber of Commerce has been an excellent partner with TSA and has sent 
emails to its staff with information on the 3-1-1 campaign.  The Kansas City Chamber 
also sent information to its local membership. AirTran, Southwest and Spirit airlines are 
all including 3-1-1 information in their confirmation e-mails to passengers. 
 
3)  Include 3-1-1 in Internal Communications Materials 
Intranet home pages, newsletters and other internal communications are a great place to 
keep employees and members informed of new security measures.  Please contact TSA if 
you need a template news story.  
 
4)  Zip top baggies for travelers 
Many airports have invested in quart size zip-top bags and provided them to travelers.  
TSA is also working with Travelocity, Hefty and Glad to allow them to distribute these 
resources at select airports in the days leading up to the Thanksgiving holiday.  We are 
currently looking into whether this is feasible and welcome other ideas from the private 
sector.  
 
5) Public Service Announcement 
TSA is developing an animated public service announcement that will be played on the 
CNN Airport Network and made available to media, airports and others that are 
interested in using it. 
 
Airports: 
1) Signage 
TSA 3-1-1 posters can be cheaply reproduced and placed throughout the airport terminal 
including ticket counters, kiosks, ticket counters and security queues. 
 
2) Banners 
Atlanta Hartsfield Jackson International Airport 
has reprinted TSA’s 3-1-1 poster as a large  
(3 ½’ X 16’)  banner that hangs in strategic 
locations leading to the security checkpoint. 
 
3) Radio Information  
Airport Information AM radio stations can carry 
information on 3-1-1. A script is also available. 
 
4) Airport Shuttle Advertisements 
3-1-1 posters or other materials on airport shuttles educate travelers before they reach the 
terminal. 



5) Overhead Messages 
TSA has developed a brief overhead message script that airports can use to reinforce the 
3-1-1 on aviation security. 
 
5) Variable Message Boards 
The Metropolitan Washington Airports Authority includes 3-1-1 on variable message 
boards travelers see when they drive into the airport complex. 
 
6) Customer Service Staff 
TSA is extremely appreciative of the efforts of airports that are providing additional staff 
at the checkpoint. 
 
7) Flash Animation Video 
An updated flash animation video will be available to airports for use at checkpoints. 
 
Airlines/Travel Agents 
1) Email confirmations 
A “Prepare for Airport Security” message with the 3-1-1 icon and a link to 
www.tsa.gov/311 can be included with ticket confirmation emails or sent in a separate 
“Prepare for Airport Security” email. 
 
2) Emails to frequent flyers 
A security update email to frequent flyers or travelers that have signed up on a travel web 
site.  
 
Government 
1) Road Signs 
The Texas Department of Transportation in partnership with the El Paso International 
Airport has posted 3-1-1 messaging on highway signs leading to the airport 
 
 
In addition, the TSA is conducting an extensive 3-1-1 communications campaign, 
including over 70 local media events, national media outreach, and other efforts.  
 
Together we can all ensure a safe and efficient holiday travel season. 


